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Satisfaction with GTE/Pacific Bell Response

(

Asian Low Inc
ImIl GTE PB WbiII J:tIIR ilia 1m ChIn Kg[ ~ IIDIm:

% % % % % % % % % % %

When you have contacted
GTE/Pacific Bell, were you-

Very satisfied 79 68 82 79 86 77 56 51 50 68 82

Somewhat satisfied 12 19 10 13 7 16 18 27 15 12 7

Somewhat dissatisfied 2 4 1 2 1 * 4 4 6 3 1

Very dissatisfied 2 3 1 1 2 1 1 1 2 1 1

% Dissatisfied 3 6 2 3 3 2 658 3 3

% Less than very satisfied 15 26 13 15 10 18 24 32 24 15 9

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

s-e:Q.tMC! 'Lm_O.5"4 Field Research Corporation !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~!!!!'!!
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Satisfaction with GTE/Pacific Bell Response

Highlights

By language dependency:

Hispani('S: 91 ~ of LD Hispanics vs. 80~ of NLD Hispanics are "very satisfied".

Table 5.16

Chinese: No differences are seen between W Chinese and NLD Chinese: S2~ and 49~ respectively are "very satisfied".

Korean LDs: Similar to Chinese LDs: SO~ are "very satisfied".

Vietnamese LOs: HiCher satisfaction than among Korean LDs or Chinese LDs: 69~ "very satisfied" vs. SO~ and S2~
respectively.

All three Asian LD groups report fewer "very satisfleds" than do LD Hispanics.
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Satisfaction with GTE/Pacific Bell Response

ttiSj)ani, Asian CbioIII .Korean ~namne
LD tW2 La NUl Ul NW WtU IJl HLD
% % % % % % % % 0/0 %

When you have contacted
GTE/PacifIC Bell, were you -

Very satisfied 91 80 58 51 52 49 50 59 69 58

Somewhat satisfied 4 11 16 29 25 28 15 29 11 33

Somewhat dissatisfied 1 1 4 3 4 3 6 - 3

Very dissatisfied 1 3 1 1 1 2 2 - 1

0/0 Dissatisfied 2 4 6 4 5 5 9 3

% Less than very satisfied 6 14 22 33 31 33 23 29 15 33

Base (444) (322) (771) (160) (186) (131) (289) (17) (296) (12)

...:Q.!¥I Field Research Corporation !!!!!!~~~~~
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Satisfaction with GTE/Pacific Bell Response

Highlights

By ULTS Subscribers V5. Qualify for ULTS but Do Not Have:

Table 5.17

lbose who qualify for ULTS but don't have it have about the same hiCh level of satisfaction with the raponse of the phone
company as do those who have ULTS.
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Satisfaction with GTE/Pacific Bell Response

(

Qualify ULTS
All Customers ULTS Subscribers don't have

ImII GIE fI ImIl GIE f!.I ImIl GI£ f!.I
% % % % % % % % %

When you have contacted
GTE/Pacific Bell, were you -

Very satisfied 79 68 82 84 78 85 80 76 81

Somewhat satisfied 12 19 10 10 14 10 13 14 13

Somewhat dissatisfied 2 4 1 2 3 1 1 3 1

Very dissatisfied 2 3 1 1 2 1 1 3 1

% Dissatisfied 3 6 2 3 5 2 2 6 1

% Less than very satisfied 15 26 13 13 19 12 16 20 14

Base (2623) (1297) (1326) (1297) (550) (747) (326) (198) (128)

!iolIl:e; Q.13{C1 Field Research Corporallon
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Reasons for Feeling Less than Very Satisfied with Response

All those who were less than "very satisfied" were asked why they were dissatisf!.ed.

Responses are shown opposite.

Highlights

Table 5.18

The two most often mentioned reasons for dissatisfaction are: complaints about the service representatives, e.g. rode, pushy, not
helpful (20~) and taking too long to fix the problem (23~). Next in order of mention am: on hold too toocJtransferred around
(Ij~), billinc/payment problems (II ~), comments about surcharges and/or rates (8"), complaints that the phone company had
made a mistake of some kind (8") and disliking computers (j").

About one in five (21 ~) of those who rated the company's response less than very satisfactory could not offer any specific
complaint or dissatisfaction.

By company: The rank order of concerns is about the same for both companies.

ByetbDidty/nce: Blacks am notably more likely than others to cite complaints about the service repraentatives: 39~ of those
dissatisfied cite this as a reason (vs. 20~ overall). Koreans am also more likely than others to complain Ibout the service
repmsentatives: 39". 37" of the Chinese and 32~ of the Vietnamese cullOlDen who rated the phone company's response less
tban very satisfactory did not cite any specifIC complaints.

Lew Ineeme Sen.....: Low income seniors am less likely than customers in total to cite that the phone company took too long
to fIX a problem (S" vs. 23"). They am more likely to cite dissatisfaction that the contact was impersonal or distaste for the
computer (21 ~ vs. S~ for customers in total).
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Reasons/or Feeling Less than Very Satisfied with Response

Asian Low Inc
Imil GTE f& WbBIiUlRlJIg :rm ChIn Kg[ ~ HOlm:

% % % % % % % % % % %
% Less than very satisfied (a) 15 26 13 15 10 18 24 32 24 15 9

Among this group, reason(s)
given for dissatisfaction
(volunteered) -

Took too long to fix problem 23 20 24 26 21 13 4 4 1 6 5

Reps rude, pushy, not helpful 20 21 20 18 21 39 19 12 39 4 18

On hold/transferred around 15 16 14 12 19 26 18 16 18 23 23

Billing/payment problems 11 18 8 12 12 10 13 14 10 17 21

Phone co. made mistake 8 9 7 9 4 9 3 4 1 2 8
~

Surcharges/rates (any) 8 11 7 8 9 5 12 14 11 11 13

Impersonal; dislike computers 5 4 5 4 9 3 1 3 - - 21

No particular reason given 21 18 23 19 22 10 31 37 21 32 18

Base (461) (296) (165) (241) (90) (78) (219) (100) (72) (47) (39)

0nIr .......Dl_1Mn 5'11.Dl~ •• 1IlItm
-,,:Q.14(CJ ..~-_........................ ....,. FIeld Research Corporation
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Reasons for Feeling Less than Very Satisfied with Response

Highlights

By language dependency:

Table 5.19

Hwpanics: LD Hispanics are slightly more likely than NLD Hispanics to complain about the service representatives and to cite
billing or payment problems. HID Hispanics are more likely to say it took too long to fix the problem.

Chioese: 4415 of the LD Chinese who rated the phone company's response less than very satisfactory offered no specific
complaint (as compared to 2815 among HID Chinese). When they offemt complaints. they had to do mostly with the service
representatives. biUinclpayment problems and the surcharges/rates.

Most Korean and Vietnamese customen are classified as languaJe dependent (i.e. chose to be interviewed in their native
lanpage); thus it is not possible to examine language dependency as a variable within either of these groups.

NOTB: Few customen report feelinlless than very satisfied. 'Therefore. base sizes are very smaU on this measure and caution
in interpreting the data is urged.
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Reasons for Feeling Less than Very Satisfied with Response

ttllRanl~ Asian QDa .KOfM) ndnam'"
LD NLD LQ tIJl IJl NLD IJl tfLD LIl tU
% % % % % % % % % %

% Less than very satisfied (a) 6 14 22 33 31 33 23 29 15 33

Among this group, reason(s)
given for dissatisfaction
(volunteered) -

Reps rude, pushy, not helpful 33 17 21 14 14 9 39 40 2 25

Took too long to fix problem 2 28 3 6 4 5 - 20 7

On hold/transferred around 24 17 16 25 9 26 18 20 23 25

Billing/payment problems 22 8 11 21 11 19 9 20 14 50

Phone co. made mistake 1 5 1 8 - 9 2 - 2

Surcharges/rates (any) 12 8 13 10 16 12 12 - 12

Impersonal; dislike computers 8 9 - 6 - 7

No particular reason given 21 23 33 2~ 44 28 22 - 35

Base (37) (53) (167) (52) (57) (43) (67) (5) (43) (4)

0nIr IltIllions 01 _. IhIn 51l. 01 CUIIIIIIIlIII. st.wn.

Soua: 0.'4((:1 (lJAi~ _ ...... 11I 1IIV1 ClIlUClM ...,.... CDIJIIIIII· Field Ress.rch Corporation
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Extent to Which Felt Pressured into Buying Table 5.20

All customers were asked a series of questions to measure the extent to which they feel they have been pressured into buying
telephone services that they did not really feel they needed or wanted.

NOTE: Field Research Corporation conducts a quarterly "Service Order Monitor" study for Pacific Bell. 'The study was
mandated by the California Public Utilities Commission. Monthly telephone interviews are conducted with large samples of
customen who have any ·cbanle order activity·. Interviews are conducted within about one week. of the time the customer
contacted the phone company. That study hasestabUshed 2. 3~ as the systemwide benchmark for a positive response to the so­
called "pressure question·.

Highlights

3~ of the customen interviewed say that they have felt pressured into signing up for some type of service that they did not
really feel they needed or wanted. This is not statistically different from the 2.3" benchmark established in the Service Order
Monitor (see above).

Only I" say they ended up getting that service and virtually none of them has requested it be removed or stopped despite their
apparent awueaess that they have something they did not really feel they needed or wanted.

By COIftINIny: Both companies show 3~ saying they have been pressured.

By""*"y: Whites and Koreans are the most likely to say they have been pressured: 4". Hispanics and Vietnamese are the
least likely to: I"each.-
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Extent to Which Felt Pressured into Buying

Asian Low Inc
Imil GTE fi W.bitI H1IJlIJIg 1m ChIn Kg[ ~ HJlIm

% % % % % % % % % % %
When caUing the phone co.,
percent who say they -

Felt pressured (a) 3 3 3 4 1 3 2 3 4 1 3

HapPened -

Less than 3 mas ago 1 1 1 1 * 1 * 1 * * I

Within 3-12 mas 1 1 1 1 * * 1 * 2 * 1

More than 12 mos ago 1 1 1 1 * * 1 1 1 * 1

End up getting it?

No 2 1 2 3 * * 1 1 3 * 2

Yes 1 1 1 1 * 1 1 1 1 1 1

Requested it be stopped!
removed?

No 1 1 1 1 - * 1 1 1 *
Yes * 1 * * * 1 * 1 - * 1

Did not feel pressured 96 97 96 95 99 97 96 96 96 96 97

Not reported I 1 1 1 1 1 2 2 - 3 I

Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

1Il1-...... tor-IJIII 01 ......... ""'dldnot ......... "'" ...........
5Iua;Q15.11. 17. 11{q 'uu"'UYo Field Research Corporallon
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Perception(s) of Special Requirements to Get Telephone Service

Customers were read a list of items and asked if they thought each was required.in order to get telephone service.

Responses are shown opposite.

Highlights

Table 5.21

First, it should be noted that the majority of customers do NOT think the items read are needed to get telephone service.

However, there are substantial minorities who think some of these are needed, e.g. lOCI think one needs a Social Security Card
and 29% think one needs a good credit rating. Still. 70% and 71 CI respectively do NOT think these are required.

Roughly one in five thinks one needs a California Driver's License (18%) and a similar percentage (22") think one needs a job.

Almost one in ten (9%) thinks one needs to be a U.S. citizen to get telephone service.

By company: OTB customers are more likely than Pacific Ben's to think one needs a California Driver's License (22 % vs.
11"); there are no differences on the other items by company.

Byethnldty/nce: Hispanics, Blacks and Asians are all more likely than Whites to think a Social Security Cant is a
requirement: SI CI, 49 CI and 41" vs. 21 % respectively. They are allO more likely than Whites to think a CalifQl1lia Driver's
License is requiml: 33". 36" aad 28" vs. II CI among Whites. Only relatively SmalllJ'OUPS of Hispanics or Asians think
one needs to be a U.S. citizen. and they are no more likely to think thiI than Whites. (Blacks are the most likely of all to think
U.S. citizenship is a requirement: 18")

Hispanics and Asians are as likely as Whites to think one needs a good cll'dit retiRg (29"-30"); Blacks are slightly less likely
than others to think this is a requirement (23"). Hispanics have the highest proportion who think there is an income level
requirement: 24".

Low hKome Senion: Low income seniors are more like Whites than Hispanics, Blacks or Asians with respect to thinking that
one needs a Social Security card lJIdIor a California Driver's Ucease.
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Perception(s) ofSpecial Requirements to Get Telephone Service

Allan Low Inc
Imil GTE e.B. _ fiiIIllJIGk III CbIn Kg[. YJIt 18K

% % % % % % % % % 0/0 %
% believe you NEED
this to get phone service
(read list) -

Social Security Card 30 33 30 21 51 49 41 33 50 41 25

Good credit rating 29 27 29 29 30 23 29 27 39 21 32

A job 22 22 23 15 45 26 18 18 20 17 13

Calif. Driver's License 18 22 17 11 33 36 28 23 35 25 14

Certain income level 9 8 10 '5 24 6 14 10 21 13 9

U.S. citizen 9 9 9 9 8 18 4 5 3 5 14

Bank account 7 9 7 8 7 3 17 15 26 9 7

Need: SS/DL/Citizen

Base

39 42 39 30 61 61 49 40 58 48 37

(2623) (1291) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

SouaQ.3lI\C1 Field Research Corporation !!!!!!!!!!~~~~~
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Perception(s) of Special Requirements to Get Telephone Service

Highlights

By language dependency:

Table 5.22

LD Hispanics are MORE likely than NLD Hispanics to think one needs a Social Security Card (63S vs. 39S), to think one
needs a job (61" vs. 30%), to think one needs a California Driver's Ucense (36. VI. 29%) and/or to think one needs a certain
income level (33% vs. ISS). LD Hispanics are 1§llikely than NLD Hispanics to think U.S. citizenship is a requirement (6%
vs. II ti). They are no more likely to think one needs a good credit rating or a bank account.

Language depeDdency has a different effect among Chinese customers: LD Chinese as compared to NLD Chinese are LESS
likely to think one needs a Social Security Card (27% vs. 41 %), a job (12% vs. 25S), a California Driver's License (slight
difference: 20% vs. 28") or U.S. citizenship (I" vs. II S).

Since most of the Korean and Vietnamese customers are classified as language dependent, it is not possible to view Jancuage
dependency as a variable among each group. However, it can be seen that LD Koreans and 1D Vietnamese are more likely than
LD Chinese customers to think one needs a Social Security Card -- more like 1D Hispanics in this respect. 1D Koreans are
more likely thu others to ...... one needs a Jood cmlit mini (39"), lIIdIor a .... account (26").

The ........ dependent Asian groups are notably less likely than 1D Hispanics to think one needs a job.
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Perception(s) ofSpecial Requirements to Get Telephone Service

Hispanic Asian CbiJIH Korean ndrHuWe
LD NLD LIl tfW IJl tI.D IJl tfW 1.0 tI.D
% % % % % % % % % %

% believe you NEED
this to get phone service
(read list) -

Social Security Card 63 39 41 41 27 41 50 53 42 25

Good credit rating 30 30 28 32 25 30 39 47 20 33

A job 61 30 17 26 12 25 20 24 16 33

Calif. Driver's License 36 29 27 31 20 28 35 41 24 58

Certain income level 33 15 15 9 10 9 22 6 13 17

U.S. citizen 6 11 3 12 1 11 1 24 5 8
.

Bank account 7 7 15 22 10 21 26 29 9 17

Need: SS/DL/Citizen 71 51 49 49 36 46 58 65 47 58

Base (444) (322) (771) (160) (186) (131) (289) (17) (296) (12)

s-.:Q3Of1 Field Research Corporation !!!!!!~!!!!!!!~~~
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Perception(s) of Special Requirements to Get Telephone Service

Highlights

By ULTS Subscribers vs. Qualify for ULTS but Do Not Have:

Those who have ULTS as compared to those who qualify for it but do not have it are

... more likely to think one needs

a Social Security Card (49~ vs. 38~)
... a certain income level (20~ vs. 13~)
.~

... but no more likely to think one needs

a job (33~ vs. 29~)

a good credit rating (29~ vs. 27~)
a California Driver's License (29~ vs. 29~)
U.S. citizenship (IS~ vs. 13~)

a bank account (6~ vs. 4~)

Table 5.23

I I2567\np1\caIi\cSnv
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Perception(s) ofSpecial Requirements to Get Telephone Service

Qualify ULTS
All Customers ULTS Subscribers don't "V8

ImII mE fI ImIJ. YI£ fI :rmat YI£ fI
% % % % % % % % 0/0

% believe you NEED
this to get phone service
(read list) -

Social Security Card 30 33 30 49 51 49 38 54 32

Good credit rating 29 27 29 29 26 29 27 26 28

A job 22 22 23 33 26 34 29 31 28

Calif. Driver's License 18 22 17 29 35 28 29 36 27

Certain income level 9 8 10 20 15 21 13 15 13

U.S. citizen 9 9 9 -15 11 16 13 12 13

Bank account 7 9 7 6 5 7 4 9 2

Need: SS/DUCitizen 39 42 39 60 62 60 51 63 47

(2623) (1297) (1326)Base (1297) (550) (747) (326) (198) (128)

s-:9¥I FIeld Re...rch Corporation !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
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Bxamines:
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Chapter 6.0 Preferences for Telephone Bill Paying

How cuslom~rs cu"~nlly pay Ih~;r I~lephon~ bill

How lhey would pr~f~r 10 pay il

How customen pay olMr utility bills
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Preferences for Paying Telephone Bill

All Customers
Asian Low Inc

ImIl GTE PB W1litt HIlA .&Jg :rm alIn Km ~ HDlgr
% % % % % % % % % % %

Currently pay - (list read)
By mail 79 80 78 88 50 65 92 91 98 87 79
In person 22 21 22 11 52 38 7 8 1 11 20
Other 1 * 1 1 * 2 1 1 - 1 1

Base (a) (2609) (1291) (1318) (1273) (763) (374) (915) (307) (3004) (304) (424)

Where prefer to pay - (list read)
By mail 77 79 77 87 49 62 90 88 97 86 77
Go to phone company 16 13 17 7 40 29 8 10 3 10 16
Other 6 8 6 6 10 8 2 1 1 3 6

Go elsewhere (b) 5 7 4 4 9 5 1 * - 2 4

How prefer to pay - (list read)
By check 76 80 76 87 47 59 85 85 90 80 78
In cash 12 11 13 ~5 37 19 6 7 2 10 13
By money order 5 3 5 2 II 15 2 * - 5 6
By phone 3 2 3 3 3 2 3 3 3 2 2
With credit card I 3 1 2 * 1 3 4 4 * 1

Other 1 1 1 ·2 * 1 I I 1 * *
Base (2623) (1297) (1326) (1278) (766) (375) (931) (317) (306) (308) (428)

(II 0nIr IIIose who SIiII til a tl7."" PlY IIIIi own pllone iii _._td IIlis quISliolI................-............ '._1.5"4 Soua: 0.•. 7. '11. til Field Research Corporation
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Preferences for Paying Telephone Bill

( (

Table 6.1

Customers were asked how they currently pay various types of utility bills, inclu~ing telephone bills. 11ley were also asked how
they would PREFER to pay their telephone bills. -

HighliglUs

While 79 % of all residential customers pay their telephone bills by mail, more than one in five pays in person (22 S).

Slightly more than half of Hispanic customers (52 %) and almost two in five Black customen (38 %) say they pay in person.
Chinese, Korean and Vietnamese customers typically pay by mail as do White customen.

Payment Preferences: When asked how they would prefer to pay their telcpllone bill, it appears that most who DOW pay by
mail want to continue doing so (see close correspondence in percentages payinc by mail and preferrin& to pay that way).

Almost one in six (16%) prefers to go to the phone company to pay the bill. There are a few, however, who would prefer to go
to some type of payment center, e.g. a retail outlet or bill drop-off point: 9% of Hilpuics prefer this, 5% of BIacb and 411 of
Whites. l

Among all residential customers, there is a strong preference for paying by check: 76S. However, this too, varies considerably
by ethnic/racial group:

White customers as well as Asian customers typically want to pay by check: 87S Whites, 85 S Asians.

Hispanics, on the other hand, want to pay in cash (37S) or by money order (II S) as often as by check (47%).

Some Blacks also express a preference for paying in cash (19%) or by money order (1511).

Most low income senion want to pay by check (78S), although 13~ express a preference for cash and 6% for money orders.

. 117tae commmIS were voIlU1teered by the resportMnts when asW If they prtferrt!Jd to pay by mail or 10 to the phoM COIIIptIIIy In person.
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How Pay Utility Bills

All Customers
Asian Low inc

ImIl GTE PB Whitt UJm~ :rm gJil Kg[ ~ HIlkH:
% % % % % % % % % % %

% ofthose who pay this
whopay-

IBy Mail I
Telephone 79 80 78 88 50 65 92 91 98 87 79

Water 80 81 80 88 53 69 95 94 98 90 66

Electricity ·79 80 79 87 55 68 92 92 98 86 73

NatUral gas 80 83 79 88 55 66 92 91 99 87 71

Cable TV 88 89 87 92 72 77 97 98 100 94 81

I In Person I
Telephone 22 21 22 11 52 38 7 8 1 11 20

.
Water 20 20 19 12 47 32 5 4 2 8 34

Electricity 20 20 21 12 45 36 7 7 1 11 27

Natural gas 20 17 21 12 46 38 7 8 1 11 27

Cable TV 13 12. 13 8 28 28 2 1 - 5 20

BaH ('......) (1368-2609) (682-1291)(671-1318) (743-1273) (271-763) (148-374) (328-915) (168-307) (82-304) (78-304) (205-424)

SOUU;Q..I1.... FIeld Research Corporation
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How Pay Other Utility Bills

Hilhlilhts

In general, customers pay their telephone bill the same way (mail vs. in person) as they pay other utility bills.

(

Table 6.2

About as many customers pay their other utility bills in person as pay their telephone bill in person; however, notably fewer pay
their cable TV bill in person.
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Oveniew

(

Survey Method: Non-Customer and Customer Surveys

(

In response to an Ordering Paragraph from the California Public Utilities Commission. GTE and Paciiac BeU commissioned Field
Research Corporation to conduct a study on the affordability of telephone service.

The objectives of the research, stated broadly were:

I. To detennine the reasons for having and not having telephone service including such things as the role of price.
knowledge/awareness of services and their costs, perceived need for telephone service. past experiences with
teleplaoae lCIVic:elteIepIIoae COIIIpIIlies. aDd • number of adler factors ... CGIId act u detcrreIU to havine phoDe
service.

2. To explore pen:eptiooI of &be affonlabiJity of telephone service~ such ..... u: mwleclplundentanding
of prices, pcKeived aIfonIIbiIity baed OIl~ of COlt, ...... of .vaiIIbiIity of UIIivenaI LifeIiAe
Telephone Service, perceived affordability of that service, and iDIereIt in "vinJ that service.

3. To provide a means by whicll telephone penelJalion ..., particularly _,.. c:ertaia~ minorities of
interest. could be monitored over time.

Given this broad framework, Field Research Corporation recommended two studies be coDdlided:

I. A survey among non-customers (Non-Customer Survey)

2. A survey amoDI various groups of customers (Customer Survey)

TIle findings from these surveys are ~rted in three volumes:

Volume J: Survey among Non-Customers to Bxplore Peruived Affordability of Telephone Service and Reasons for
Not Havina Telephone service

Volume 2: Survey among Customers to Explore Perceived Affordabllity of Telephone Service among Key Groups of
Customers

Volume 3: Affordabllity Study: Technical Appendix

112S67\np1\melh A- J



For convenience, each volume includes this detailed description of the survey method for both the Non-Customer and Customer
Surveys.

The survey method is divided into several sections:

A. Background and Questionnaire Development
B. Non-Customer Survey Method
C. Customer Survey Method
D. ReUability of the Findings

A. Backaround and Questionnaire DeYeiopment

In 1992, the California Public Utilities Commission (CPUC) issued an Ordering Paragraph as fonows:

"Pacijic Bell and GTE-C s""U, in conjlUlClion with ORA, condtlct a slIMly oft~1ep1aoM urvict 4/fordtlbiUry and allow
DRA 10 panidptJle if il so tksires. "

According to GTE and PacifIC Ben, durinB 1992, two separate COIDIIIittees wme fonned 10 develop the iRfornaational needs and
research objectives for this saudy: (1) The Affordability Study WOIbhop Team -- from widlia GTB and PIcific Ben and
composed of representatives from Marlceting, Marketing Research, Replatory, Quality MaRapment, Bxtemal Affain and the
Legal Group. (The Legal Group is, in part, lapOIISible for compliance to the ordering parapapII.) (2) The Affonlability Study
Forum -- made up of represeatMives from varioul COIIIURlCr ucI COIIIIRIIIIity IIdvoeacy .ftJUPI, CPUC, ... Pacific Bell and OTB
representatives.

Following extensive working sessions with both committees, the objectives were defined and a Request for Proposal \Vas issued.
Field Researcb Corporation was selected to conduct the research.

Questionnaire DeYeiopment

Using the objectives set forth in the RFP, a preliminary draft of the Non-Customer questionnaires was developed and submitted
to GTB and PacifIC Ben for review and comment.

112S61\rep1\mdh
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